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WISCONSIN NATIONAL ACCOUNTS, INC. JUDGMENT 11/09/96 $45,000 COSTS AND
RESTITUTION

WISCONSIN WINSTAH GATEWAY NETWORK ASSURANCE 9/11/96 $30,000 COSTS AND
RESTITUTION
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OFfICIAL RVLES: NO PURCHASE NECESSARY. Make Itl)' ne<:es.s:uy correcticllJ to ycur came in~ address as they Ippear
on your CertiAcatt or Awul1 an4 nturn With &ny "~I:.sttd doc:umtnts itl the preaddtesscd at'Itlol)e provi~td. Cash prizes
are wued orly after identity verification. EIiaibm~ is based utlQn nutdtint prwsi2ned 9rize claim aumber(S) to ~"Le nwnberls) on
thi$ ee...-tiiicatt. Prior to the d!mibuti¢rt of thi$ certifiQtt the odcb otwil'l:Ung for each~ numbtt ~ed wue established
a.s follows: $10,000.00 Cash.l:LOOO.OOO; Sl.eW,OO Cash, 1:100,000; Sloo.oo U.S. S;Mn~ SQruh, 1:10,000; 120 r-t=nutes Q( Fru Long
Dista."1Ce, 1:1. Cash prins may be spent without restrid:ion. U.s. Sa.vin~~ Bonds are iss~ed in winner's "l"W'ne or winTlers designn.

Thll 120 minut~ of free lon, distance calling time (two hour,) is provided U l stl'uata giveaway a\l,-ard to all rt.SponOents,
except those who decline, through TresCom U,S.A.. Int.. a wh.olly owned subsidiary of Tre.sCQm International, Inc., the1ifth
lar~e.st intertUtional long d.istou1ce carrier in the nation. This offer subject to their 3.PPTO.,-a.t. !here uno mcmt.J,ly cl1afge. no
minimum requirements and no extra numben to dial. 'the 120 minutts Q( free long distance time is provided at JUty
minutes in the third month Mld al'lot~er si."¢y minutes In th~ sixth month of TresCom servic~ Respon\ienb may convert bae.~

to present cUl'iet at any time, with no obligation whatsoever. Respondents may also cboose to Wle AT&T" service at any time
by diali"-, 102831 pllU the area code ~d cumber. but plus! b~ aware that AT&t nte.!i may run up to twice as much 13 your
pnfarTcd TresCom rates. Those e1~lmln.g their free tQni distance i'WiU'd a.uthoriu 1'rcsCoal to commn to their current
came.r their salection o( Tr!$Com U J)rlmary long disb.."'\c:e <:arn'r. T~sCom a.s.N!'es ~~'Jpt(l"4llf/lf' dislaru:I T'flte olonlV
10 cmls pet' minut., which applies to all interstate calls weekday everting!, Uter 5pm. and weekeTIds, frio Spm ~o mono ~am.
The lZO mjn~tes of frel long distance Ume is ba$ed on il)tcrst:m calls placed evenings and weekends. Then are no othn calls
or purc:...~e$ of any kind necessat)' to use your free 120 mfnut~s ot long diJtance tiou. On weekdays. from Sam to Spm peak
rate$ af a maximum of just 16 (en1;$ per minute a.pply. Intrastate rates eM)' vary ~lighUy. This free tong distar:::t gi-.'e~"'fa)' i!
v.lid (or new Tre.sCom clJstomers onJy and it i$ intended to promote both the 3.~'1rel'l~S or TtcCom U.S.A., Inc.• and their
special. 10 CtfttS vel' minuu long disianci rate.

Must b-e U.S. Cltlzen age 18 or older. Void wh~re prohibited. Sw,=epstake.$ not open to employees and their Families of all
particlva.til'\g spor.sor eomlWties. their affiliates and supplietl. All SCH decisions .m final. Custcrr.~ $trvlCt no. 214-630·5300.
Fac.similes of this official sweepstakes c.:.rticcate art prohibited, a.s ire those whic:h are m~'b!e. iIIegitil:r.a.tcIy obtained or tam;:;md
with. The swe~psbkes will emf by Dec;tmber 31. 1991 and any replies must be PQ$t:narked beCora that date, Not rt..,:olUihle fer
printing error;, nor (or lost. lau. postage dee or misdireaed mail. Sweepstakes may be sponscr~ by various indt~endeJ1t businesses,
all of whom share in the total cost; and other van.tions of this offer, with diffmnt mativt prese.'ltations. means of entry, name$ or
thtn'les milY be use\1 within L"lls or tq1Ji~al,mt pme stt'.lcture from time to time. Winners may be asked to sign lo"I affidavit o(
eligiDility and to provide social stC'Jrity number. Taxes are l~ SQle respon!ibility o(wlnn~ For:ln official Ust of major $Weepst!kes
prize winne'l'$ upon the PM'6"ratIl endlng date write to ~sbke:s Cl~ 1553 Regal Row, Dtlllas. Te:cas 75247.3631.
L'nd:Jirnex! prizes oot~:buttli P!~e ncte tl'.at tfx.~ is 00~ director :m;,l.ied, b~!:'we;::l AT&T a...,d this spec~ Dromotion.

"'TWiu~~eiAr&.T c..p.

- - -~ the Frft toni 'D'i;ti'n'C; i..wi.rd. R~C[pient. identified on rwerse, r confirm the ~ecticn of Tri::Corit·~pTiin.irj !Cp.g"~tance
carrt~r for my d~~a~ trJmOU shown. and authoriu them to confirm~~ ta current camero It is UJ'ld~$!ood that there
is oru)l or.e pril7".ar)I intent.tte Q.."Tiar ~e:' nu:r.her. and tht~ is M c~~ whatsoever to mt for this ~lection - no m\t'imurn,
no tnQoUlIy~e. no purawe nece.!..!aJy.

llillI.: PL.E.<\SE BE SURE YOU HAVE rn.L£D L"l ALL REQU'ESTED L~FOR.~nON O~ R.MRSE.
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Hello. Is this MrJMrs. ? I need to speak to MrJMrs. Is that you sirl ma'am7
I'in a Notifying Operator with MlDimum Rate Pricing, Inc. long distance service.

What;
."",-.

~TIaiI is just a good 11.... Ilotiflcadoa call for credit preferred AT&T. MCL aDd Sprint usen notifyiq 1011 olnIW
MJDimum Rate Priciq tariffI filed. St..rtiq aat moath a 2.!~o peak rate discount win now be _"fleW. to yOIl
oa all your 10111 dbtuce calli bil1eti oa your local phoae biB!

Slrl MJr.am this is not a temporary rat&. ~uetiG~ 1his is an on going FCC authorized savinp inlunr yoar long
dlataDce calls win be rated. The plan is called "Mbu."lIUID Rate Pricing, Inc." • you may want to wriuI thIt down.

WUt-s ....,,.... is..-IUlderFCC nUeaAT&.~MCI. Spriat. ami-Wlltelm..~tb&"mjPi__...
.p~ ofyoarc:alk..-tDtyou're-noloaprliJDitedto a majorC2J'J'iers rata••clesPM.he.u t • Wtdt.
minimum rate services your cails will automatic:ally ",te via the cheapest carrier rates aftiiahlesO"joa..eta
lowest cost of caUing for yoar long distance WIs billed on the local phone bilL

Now, Sirl Ma'am, you need to be spcnd:~g :lD average of at leut $10 per month to receive this limited offer. Do
you aVlrq. SID per month in 10111 distance? Great!

Now, are you already billed on tbe low bill for your long distance charges or do you receive a Sepan18101ll
distance bill? OK. il"Wt Under Minimum Rate Pricing your underlying carrier either AT&T. Mer. sprint. or Wiltei
will be automatically selected for you and all your caBs will be consolidated with the local phone biB so you have the
eue and ccnvenicm:e of lUll ODe check to writet

Now, { show the following information for you: (data Gathering Part of Script)

CONFIRM; Name on the lead. Addre:ss on the lead. BTN on the lead. Then ask the customer for the
additional wt'N's, las and modem. Then ask if they have any additional BTN's. Ifso, get all that
information. Write it on the BTN order form. Get the exact phone usage for esch BTN.

\Yben:

Now, all 1 need to do to activate your 25% di:c:::;:::::i ~~:. ice wlil be 10 get my supervisor and he/she wl11 verify the
infonnation we just went over. He/She wlll be tapmg It far accuracy, ,;i....w... :_. :~:.::-.:[;.er know ifhelshe makes a mistake
it only takes a minute.

GO TO VERIFJCAnQ~SCRIfT NOW; DaN'T EOB.GE:IJQ IIJmI..illl.lllAPE'
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Minimum Ra1eJ'ricing, Inc, Scrill!

Hello, I would like to speak with the person who makes decisions regarding your company's long
distance service.

Whit:

Hello, this is with Minimum Rate Pricing Inc. Lang Distance Service. I'm
calling in regards to our discounted long distance program which utilizes the AT&T, MCI, Sprint or
Wiltellong distance networks. Due to our tremendous purchasing power, we are able to guarantee our
customers a 25% peak time discount offthe majer carrier's rates withcu~ restrictions!

The plan is ca.ued.Minimum Rate Pricing because at all times you will be receiving the grealeStbilling
discoUllmavailable:through Minimum RamPricing's LEAST COST RATING. This:gumntrel",I.,e-h \
long distance call you make will be ra!ed over a major carrier's netWork pricins-at~ paatm.=
discount. How does that sound? Great!

[n order to set up your new Minimum Rate Pricing account. I need. some information:

Now, are y01l already billed on tbe local bill for your 10Dg distance charges or do you receift-&j*
separate loag distance bill? OK iteZlt! Under Minimum Rate Pricing your underlying carrier either

[

AT&T, Mel, Sprint. or Wiltel will be automatically selected for you and ail your calls will be
consolidated witb the loal pbone bill so you have the ease and convenience of just one check to
write!

Now, I show the-following informatiort.for you: (data Gathering-Part of Script)

CONFIRM; Name OD the lead. Address OD the lead. BTN on the lad. Thea asktlle CaatolllV for
tbe additioDal WTN's. fax and modem. Thea ask if they have aDy additional BTN's. Il so, let all
tbat iDformatioD • Write it OD tbe 8TN order form. Get the exact phone usage for each BTN.

Now, all I need to do to activate your 25% discounted service win be to verify the information we just
went over. I will be taping it for accuracy, please let me know if I make a mistake. it only takes a
minute.
(;O_TO VERIFICATION SCRIPT NOW: DON'T FORGET TO nT..~ 0_~ THE TAPEl
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YERIFICAIION SCRIPT - Transcription of an Actual Verification Call Involving
A Pennsylvania Consumer

Telemarketio2 Sales Representative .. This is Tony (Subscriberts last name deleted)
1am Craig (Telemarketing Sales Representative's last name) with IBW 10% bonus 'with
(Subscribcr's name). No complaint, huh Terry? (Subscriber misidentified as Terry rather than
Tony)

Subscriber - No complaint.

Verification Repre~entatiye • I would like to verify that you are the authorized person to make
decisions regarding long distance service for (Subscriber's billable telephone number).

Subsvriber - Right.

verification Representative - .!\Ie you selecting (long distance company) to be your long d~stance

carrier?

Subscriber - fat that's W/HIt we have now. (emphasis added).

Tcicmarketio2 Sales Re,presentative • No problem!

Verification Representative. For verification, may I have your date of birth.

Subscriber - 3/6/(year of Subscriber's birth).

Verificluion Representative - Thank you for your time Terry (Subscriber misidentified as Terry
rather than Tony) have a nice day.

Telemarketing Sales Reprcsentativ~ - Ab, Terry (Subscriber misidelltifi~das Terry rather than
Tony) that's all 1need.

END OF CALL

~I



VERlFICATION SCRIPT

• Rep-..... ( . Rep)'

~eE -: .TlUs is _ C· Apociate Name~ f agent # _" lluYe (Customer) , OrJ,

---- )..iDe and hi!/b.er 'is ( ) .. ...
.........""---.._R_!_p...:.. ',Thank you, Co. A!.so~ate,NaIne)~ Mr./Ms (Cu:tom~r) this is to

- vmly that you are the a:crthori%e:d peson to tDake d~ci.rlQOS !'!g'lrding tbe
loci dist~nct sen'iee for (Custcm~rls ) ',is th:lt t:,ot"re~t? '

IF' NO:
. .

I'm Sorry _t .-·.Aucdat~L, aJ th.i! rim~ I em. turning (his' ca!l 04cX ove.r 10 .

you..

And are: you selecting. to be'your loni~disUne! c..'"Iier?.
IF NO: • UJ~ thl NO S~rip( abo...,.

!F YESl- ·.F~r Te...'i.fiC3tiOtl pUf'Pase.s, 'Cay I haye your d:t: ot bu-J1, ple3.$e. (or you:
motb.ers mside.:1 us..m~?)

.'

,.
•.,
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The FUfstGroup Verification Script (SDN)
(1/20/95)

Hello I I'm _
with the Verification and Quality Control Depanment of (Third Party Company).

How are you today?

I'm just calling to connrm the order you discussed with of
The Furst Group concerning the Software Defined Network Rate Plan, This plan guarantees your
long distance will be 100% on the AT&T network. O.K.? (UNOTEH Ifat this point there is
any question in the customer's mind as to who The Furst GI'OUP is 01" about our relationship with
AT&T) you are required to fully explain that The Furst Group is an independent re::leUer of AT&T
long distance, Refer to questions and answers)

Do we have your approval to confirm your account information on tape today? _
(Wait for response). You!lI receive an information package shortly outlining the program, alright?

First of all, today's date is.__-- ,and we have your physical address
as and your billing address is _

You are _ • and what is your title please? ,
_____~_~--andyou have the authority to make decisions regarding your long
distance services, right? (Wait for response),

(Note: If someone other than the person who has authority is to be recorded, have them state on
tape th~t gave pennission to verify and approve the order.)

l"hmlt or duly aul.l0rizcd P¢C>Oi1

You are therefore g~ving your monthly usage to be? That's all true long distance, not local long
distance, correct?

We have your local telephone company as and I see that
you only receive bi!l(s) a month from them. The name on that bill is

We have your numbers as and your fax number is



SDN Verification (1-20-95)

00 you have any accounting codes or services with any other carriers that we need to know
about? Do you have any long term contracts with AT&T (MCI, Sprint, etc.) or other long
distance carriers or are you just month to month? Do you have an 800 number?

(If customer says they do have an 800 number, please ask if inbound and outbound billing is
consolidated or separate. If the customer says it is consolidated and the 800 order and bills are
not attached, DO NOT PROCEED. Return the order to the salesperson. The customer will not
be happy with separate billing. If the billing for the 800 number is separate, you can continue
verifying the outbound service. The salesperson can call back later about the 800 service).

When 800 Order Form is Attached

I see you have an 800 number. It is and I see this rings
onto . (Usually rings onto the first number in the rotary
hunt group, BUT not always).

Do you want a consolidated billing for your outbound and inbound service?

If YES:

If NO:

You will now be receiving the Uni-Wats billing and your interstate rates will be
_____________. (Note: Also give irllr!state rates, but only if
asked).

You will receive an approxima.te 18-24% discount on your outbound service and
23% off AT&T Readyline base rates.

Check if customer requires 800 Directory Assistance and 800 Service Directory.
(Note: Most cu:;tomers want Directory Assistance but not the Service Directory listing)

You do understand that there is a normal $S monthly fee for this service? (Wait for
response). If the customer is ordering 800 service, the $20 MRC needs to be mentioned.

In approximatley 2 months, you will probably notice a one time charge on your local relephone
btl! This is a Pic Code Fee. This charge is for putting you an AT&Ts 732 SON Network
through The Furst Group. It will total approximately $ ($3 to $S per' line.
Give them an estimate). Simply fax or mail a copy of the page(s) reflecting those charges to The
Furst Group and they will adjust your bill.
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SDN Verification (1-20 4 95)

Would you be interested ill calling cards?
(Do not offer them to customers using less than $100 of long distance calling per month or if their
calling cards were issued by the LEe. However, ifth~ customer using less than S100 per month
mentions calling cards, the customer may order them. A maximum of 10 cards may be offered
unless a copy of the calling card usage is submitred showing reasonable usage).

If YES:

lrNO'

How many calling cards do you need? . A calling card
form will be mailed to you. It's something that I do require a signature on to
protect you against fraud. Also, please return the form with a business letterhead
or business card. This is needed for provisioning.

Customer Service will check back with you once you have gone on-line.

And finally, just to verify that you are the real. at.__~ -,
would you please give me ei~her your middle name or birth date?

You will receive a welcome brochure in about two weeks: Ifyou have any questions, please give
The Furst Group a call at the 800 number which will be included in the information package yOll

receive. You will recognize the new bill when you see it - that will be in about 6 to 8 weeks.
You will see AT&T BiB Manager at the top right had corner and The Furst Group on the left.
Then you will know that the discounts have taken effect.

Thanks for taking the time with me and, just as a reminder, we have taped this Cotlvtisati011 fOi
your approval.
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CeroI. Iret&cr. InfoTmo,ioh Off~c~r
Stete Ollie. Building, 107 So. Bro8dvay
LOl AnSQlea, Ca. 90012

( Phone: (213) 620-2240

FOR IMMEDIATE RELEASB
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Pacific Bell cu.to~eTa who subscribed :0 phone IcrT1~er or .
chana.d their serYices, and ~bo are paying for pbone scrYice. they
neYer ordered or authorized ere e11sible '01' refunds, v1th
1J2tar•• t.

An1 of the ut11it)'a residcutial CURto.cra who paid an $80
depo81t liDee Sept. 1, 1985 due ~o P.etfic ~.]]'. incorrect
application of it. tariff filed v'th ~he alate Public Utilities

Commission (PUC), arc eligible for refunds.
Also. Pecif~c Bell cuttomers who would have qualified for

Univer5al Lifeline phon. aeryjc~ but vho, perhaps unknovingly,
chose ~ore cx~en&i.e servicE during th~~ period are el1gibJe for
refunds.

In i~. latest action Te]8~ed ~o Bell's sales pract1ees. the
PUC today adopted a plan by which Paeific Bell will m~kc refunds
to CU8tomers vho heve ~a1d fOT phone aerv1ces they did Dot

luthorize.
The custo.er refund procedures the Commission adopted today

grew out of workahops dire~ted by lhe PUC D~ Ma7 28. Vorkahopa
were coordinated by the PUC t • tvo]uDtioft and Compliance ataff.
Workshop p8rt1c~pants v~re Pec1i1c Bell; the PUC .taff; Public
Advocates, a SaD ~renc18co-bascd public ~ntcreot l.v firm; Ctntex
T.l.eo~~unica~1ons; Toward U~ilily Rate Normalization, e San
Frane~~co-ba8ed consnmer group? and PUC COD5umer AfE.1rt
rcpre.eDtat1Y~8. All wor~~hop participants 8&Teed to ~he refund

proced~re.•dopted by the PUC todsy.

Comment1~B o~ the consensu~ reached by vorkshop p8rti~!p.nt5

on how to imple~~nt the PUC'* MOTCh 28 d1Tee~iva that Pae1f1c Bcll

make .pp~opr1ate refunds to cu~tomer&. PUC President non Vi.l
1'14; ft Speaking for the PUC, 1 ~ommend the yorkehop parlieipant&
for the1r fine .ffo~\1n ach~eying G 8p~~dy. but earefUll,-cTaftcd
resolut1on of the meny djfficull aDd contentious 1aaues presented
to them .. "
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PUC Code b, conduetiDB au
relatiD8 to "enhanced w

o

o

Y101ating a ••etion of the
uD.uthor1&ed trial prolre=
pllou•••ry!cc.,

violetins a rule 1ft 'tR tariff filed with the PUC
tbrovlh 1ts "packase eel11Da" efforts by failing to
proper1, provide Cu.~o=ers v1tb priee quotations that,
f ul17 1tem1ae f~x.4 .~d reeurrina eharaes for the
••rv1cea and equipment customers ~equeBted. and
Y!olat1ua • PUC Ge~eral Order which ••t. oot the
pro~.dur. for .dainlster1na the Moore Up1~ercal

Telepbon. Seryice Act.
On M., 16, the PUC held a he.ri~. O~ ~ts Order to Show Cause

vhy the PUC ehould DOt order Pacific Bell or aft1 of ita employe••
~o cea.e Ind desist fro••~ue1y•••1.5 practices.

The upshot of tbat hear'D8 vas a rul1na by PUC Ad.1D1.tt.ti~e

Lav Judie L,nn Carcy tbat Paeific Bell cont~nue its oftlo1mS

effort. to d1.cU8S £hort-ter» remedies v1Lh parties to Lhe
proe••ding. peudin& fUTther dSrect10u fro~ the PUC OD Ma, 28.
~ esore)

~der tbe adopte4 eU8tomcr no~SfieatioD .Ad refund plan,
'ac1f1c Bell will ftotif, c•• tomers who ••y b.ye beeD af!eeted by
the .t111t r t ••ark.tins practice. of their r1B~t to • Tef~Dd. IDd
r.fu»d ~o the., witb interest. or .ek. appropr!ate ere41ta ~o

tbeir pbone bill, ••oant. custo~era paid for UDvaatea phoae

.ervice•• ID doing thil, Pacific Boll. vil1 describe to custo=ers'.
tbe phone ••rTi~e. for vh1eh the, ara nov paJin& a~d 11'. them an
o,portun1t1 to remoVe aervicee they do Dot ~.nt.

Tbe u~11it1 v111 aleo dev&30p si.plar telephone bill. that
V111 iteaize .pacific .erT1~o. for which custom.r. ~re pa,1na, and
a1,. them a ~e&u18~ oPPo~~Dnit, lo ••r1fy aDd evaluate tbe
telephone .erYiceo the, rece1ve.

Fil1allt. toda,'. PUC order ~irect. the utility to file plan.

it vill folloy to better edoeate 1~s &.plo1e~8 on proper
ad.inietr6t1on of C.lif~~~1.'1 Vnivercal Lifel1ne Telephone
aer.iee. (a~a11able to lov income ~ustomers for &8 littl••• '1.48

per aonths in .oct .r•••• )
Ear17 th1. Spri~8 the Coma1saion staff investigated tbe

ut111tJ'. ..rke~1DI practiccs .~d found the comp8DJ i~

Y101.~1on of the PUC Code, Paei{ic Bell's tariffs filed v1th the

PUC, and certain PUC GeDeral OrdeT8 becav5c ~t vas. a.on& other

thiDaa'
o



/ 3-'-'-Pa~111e Bell Refunds
I

Ou Hal 28 th& PUC i.sued • ~eese and Pee10t Order and
I

d1rected it. Itaft to convene vo~k~hop. to aTr1Ye at .et~od. to
l

Do~i!, customers and .ake appropriate refunds.

A ••jor e1e.en~ of ~h.~ HaJ i 2S order va. that Pacific tell
w•• to eng-I- 1D • crash educat1onol progra. to teaeh ita managers

and BBlea repr ••entetiYe& about b~sic telephone 8eryiees ,t

affordable rates .ade pO&81ble by the Moore Universal T~lephone

Serviee jet of 1984.
The vork8&opa yere held Juno 31 eDd 13.
UDder the plau adopted tod.y, Pacific Bell villI

o Aotif, 811 of it. cuslo.ere who ••, have beeD affect~d

bJ 1te calea pract1ces of ~heir right to a refund. with

!Dtereat, of amounts the, paid {or unauthorized or
o ••t1f7 to~ each eusto.er the basic Icr,tees to vhjeh

he or ahe ~urreDtlJ sub.cr~be.,

o Dottf7 customers of tbe'T opportun1\1 to eorr@ct any
errors Pacific Bell mDde and to obta~D a~propTi.te

cr.~1t. or refunds.

Bighl1Shts of ~he notification aDd refund progt.~ adopted by

tbe PUC toder are that:

o Pacific Bell vil] ecc~pt the evstomer's word that

.,rvic~. billed were not autbor1&od.
o Paeific Bell vill hehdle each ca•• on aft 1ft~iyidual

o

o

o

basi.,
Pacific Bell viII remoye i.mediataly ••rT1cea ita
cust.oaer8 do DOt war&\" and the period being ad jU8t.ed

v111 ~efleet the circ~~.teDce. of each individual ea~e,

Pacific Bell will .dyf~e customers that it vill Bppl~

iDter.,t to all ~efunds and adjust_ents,
Pacific Bell vill offer 8 refund check if the cr£dit
ezc••ds ~be customer'a aycrage .ooth'1 bill, or if he
ask' tOT a refuftd ch.~k.

One. a custoaer .Iks to have an ex15tln~ service
reaoyed. Pacific Bell. emplDyees vi-ll not discuss
optional ~r add1t'onal c.rY1ces uu1.aa the customeT
aa~ for them. 'acific Bell will Te!n{orce tbe ~o~iQn

that it tnteads eusto~er8 to retain only the ~erY1Ces

the, actually want.
I

(.01'0)
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4-4-4-Pacjfjc Bell Ref~nds

Pacific lel1 customer rtpresentativea .re ~o .er1fr

tbe cuatomer'. uDder~tDDdinJ gf b••ic eerY1ce options,

offer a break40vA of ~hc hew aonthl1 aervlce ~.t•• and

C••tQclr ~.pr.8ent8t1." Vill r.f.~ eft' ~u.to••r who

is displelsed with the refund or edju5taent to tbe

approprl.te hither 1i~e of ~.n'I•••nt.

Tbe PUC order requires tbat Pacific !e11 sharebo14era bear

the cost of the refund pro8ram. The order does nat rule on I $49.5

a11110n penalty Teco~mended b, ~he PUC's Public staff for the

utility' ••bus!ye sales pr.ctices. Resolution of th1* i8.ue !G

deferred to • future decision.

'"

,
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Uarole lret~er. Information Officer
Stet. Offi~e Building. 107 So. Broadway
Los ADsel•• , Ca. 90012

Phone: (213) 620-2240

FOR IMKEDIATE RELEASE
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t..

The C.l~forn1a Pub11c Utillties Commission todaJ issued an
••erseDey order requiring Pacific Bell to remedy al1eaed abusiv~

sales practic:e••
Pol1ov1ua ~u.erous customer cnmple~nts And e h1tb11 cr1t1eeJ

staff report, the PUC took the unuAU~] oet~on of requirinB
immediate inter1~ resolution of problems currentl, bein~ reviewed

in Pacific's rate ca.e. AmoDS the problems c~tcd bl the
PUC order a:-e:

o Failure tu provide customers with D f~ll itcmizatiDn

of monthly a~d ~nc-time charges applicable Lo residen
tial services;

o Feilure lo va1vc th~ deposit for connecting Lilel1~e

8erv1Ce tUD~ocers. 8S required by ~Bcific's tariffs;

o Requiring deposita of Te~ident~Aj r.UAtomerA who aTe
Dot, under Pacific's tariffs, required to make them;
and

o Add!n, .erviees ~ft~ 8~~oe~8ted ehftrse8 to re~~dent'81

cUEtomora' b~11& without ·customer author1~Ot'on.

Today's order requires Pac1fic to shov vhy 1t should not
1=m~d1atel1 ~eme4y tbese .8l~. proct1cc&, bring th~1r sales
practices in 11ne wilh Lh~ t~rifry au~ order. of lh. PUC, and

provide customerR vjth an o~pcrLunjtJ Lu ~erjfl the ~erV1ce8 Lhey
have and discontinue those optionr. they do not vant.

In rev1evin~ the matter. ruc rrp.s~deDt Dnn8ld Vial commented

that "we cannot permit the pUhJ~r.'R conf~dence in Pacific, e~ 8

provider ot .oftopol, servicps. to be undermined by seIes

practices. It tbe ellegsL10ns ere trye. the1 ere QOt onl1 ~erioup

tariff violations, they amount to e breech of public trust.

(JIlore)
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"The eOma11Sion has vor~.d herd to k••p basic e~~h8n8. T~teA

lov in the feco of Dat10nal policies vhi~b shift more network

co,t. o~to the local exchanges. We do not wont those ~e.1c reteR

to be obscured b1 Pacific efforts to promote optional serVices.

"Our action ie DOt intended to prejudte rate ease issues, ~ut

to !acreas8 customer 8V8TeneS8 of aervice. the, hDye and to

dtacont1nue .ervices the7 did not intend ~o order."

The com.tss1oD has seh~du]cd a one-day hearins on loda,'R

order OD May 16 in San Francisco.

, I ,

•
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~~C urIL1'1'IE5 ca+D:SS1't1f
QIrOle XNtzer, InfcmN!lt:.ieft Officer
"'--ate ottice &JUcUn;J, 101 S.~
IlS AnlJeles, 0. POOU

!baneI (213) 620-2240

CXJm'l:r: !)ianne D1e:=ste1n, San ~i.saJ (415) 557-3914

'Zbe~~11c 0tU1t1es cemn1ssicn (CWC) tcd!IY 8dcpt.ed final

3:9'M!QiI~ldatic:nsof the~~~ camittee (CDmrIittee)

rera'~ Pacific !ell's (Pacific) arkct1rg pract1oes, l1tte::l tbe ban em
.cold-eeJl!rqW telec:ar-..Jnioat.icns Sl!TV;CXS, ana refen"G4 the o:.=ittee's

recul.1t«dat.iot1 to c1arify ell¢bility for Universal Ufe15ne Telephone Service

to the croc'~ IJ.fclina proceedi.JYJ. 'n'le oxm.ttee's work is~ B11d its tem

bas 815ed.

Folla.rlrq lin~t1M J.n+-...c Pac1.tic'8 manmting aetJv1t1es, in mG,

tne cpoc csat..e.m1ned. t'J1at PaCific hed vicJ~ several proyisims or the Public

utilities CJde (~) md m:dered the utility to: step these acOvitlas,

refUrd tM!..~ to affEd:e:S Cl.XStaners (as of January 1989, PaC:!tie hac1

refl.u'd9:1 ~3 mi1110n to res1dantial am 5::Mll bzsiness~ at a ccst cf

$15.8inUli.cn to sharehaJc:Jars), and pay a $16.5 a11Uan pe.nali:y (derived

entirely fratl shareholders) to tun:l edlJcaticml ptOgrwas to help~

Irl8ke infc:m::d choices a!x:Ut telecaa.t'1icat.i.a1s servieas aM equjlDfmt cptias.

In additiarl, a -eust.aDerMar~ oversight O::mftittee- liaS eotablishec1

to c:n:surc: that hcific's tu'b1re~ practices woolc1 carply with the

CD3e. 7he O:mdtt:ee was C:X Il(>C'S8d Of uti] ity ~ndusb:y representatives, Pacific

aeu~ mod emp~, cue staff, CICn!IUI'!Ct' gl"CIlt'a, :ree1dent1al erd

~ t:e1ephcn! c:::uste::alQrS, senior c::ith:ens, m'ld l'aprasarltatives of minariq.

CCI:lrI:Un1~ eerved b:f Pacific.

'I!Yb 07:Im.i&C1cn cU.roc:tecl the Ccmn1tt.ee to lock ot; What; incentives em
~ hcifie iq:nsPd on its Empl~ scll11'Jl;J~~ to resident:.ial

L am b.1Siness~; t:r1a1 Of',~ or aervioes~~ and~ of

services: heM c1epo5ibi were~: hctJ Universal Ufcli:ne:~

(1lm'C)

1~.2



S8t'Vioe was~, antS CDld-se1l1ng 'tel~~. 'lbe cx:missicn a1eo

asked the cmmittee 1:0~ eareguams to~ futme .mcft~

-' pra:u....
In a~ 1t mbitt.ed tD the O::m1dttee, PaCific ~ed OOlTeOtiw

steps it bed taken to ensure o:mpl1anL2 with the code. In aMitim, Paoific

established an MYiscz:y 0JunC:1l en Bthi=, an Qtbv4snm, irtp1~~
. . .

ethics'tra1n1nq tar ita q:tlc:rjees a:J3 establ1Medl • rrFiM sal_ qugta p;1l1ey.

ii-ad zed tdllinaJ, ~h:mticn letters to c::ustcm::a order.ing J8I sezviCl8S, end

quality ccnt:zool dwb.

'1be Cl:IDittee epp:oved. FaCif1c'~ select:1cn at an~ researc::b

tUm to~ an irdeper4l::nt, cbjcctive,~ 'audit.' r:sf Pec1fic Bell

%IFl el=enta~1WS' han:U.inlJ at czllJ; t:Mt retA11t $oft~ type of e=arvice Clt'tSer

aot1.v1ty to [en;l.1NJ that; c::ust:axczs are (1) nOt bc1r¥J pressured int:c t.aJd.nq

ee:rvic:cs t1leY dQ~ want or need, (~) not:. r:eoei~ sevi.cas they do mt:. want

Dr di.cl not: CI.'der, ana (3) be.1niJ told about the ~n"b1llt:yct Universal

LifelU1e SBrviae if they m:e [T'DrI e:ust.:aDers) an:} ~1ty for the service.·

'Ih8 aullt will be ck:r1a quarterly for the~ five yeaxos; and. will be

JaUtoreQ l1,i tte atl.C to~ that. the intatnal E21feguards Paeifie has

i:;21a'l'e'\tec! ccnt1rJJe to be effect.ive. 'lbe f1n;t aunt will (;IOIlMr the fi:mt

quarter of 1990 ard ia dUe at or before May 31 of this year. 1!l8 costs of the

&JUt vii1 be bJn. b:i Paoirio'c shambolders•

.Pl!aC1r1c all~ file each audit In the cn-go,in; 'tona' pm=_lSrq,

establ1sbed 1:cdIIy by a separate 0=Ilni Wa1 declaiM, 1Ilh1cb wll1 all~

~, e:utteUtc:IZ:'s, an:1 others to~ 1sSI1eS regan:lin; ~a.tia\of

Prsci!ie 8ell.~ieh prcv1.cu$lY WOUld have been ralaed in~ rate oaBe8.

:In aMiticm, Pacific JtIJSt~ oach report to parties to this case am to

the fcR:1rGr ne,,1 en or the 0lSl:aDd: Marlc2tinr; oversight e-dttee.

'!be O:Dmittee also recalluerded clerification of the~ wder
\Ilh1ch a household. parl.i.cipat.ing 1n the universal Li!Q],1na Prog:ram am have an
ext.m tel~~ a:xl serv.1.oe, a~ this will be c:c"dddcnd AS part or~

- ~'s separate~ p2:00eeding f.ocusit7J en lifel:1rlt! s::erv1cI!.

• t •
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CALIFOIIIA PUBLIC UTILItIES COMMISSION
Carolelretaer, X.for•• tioft Officer
State Ollie. a.i141a l. 107 So. Broadvar
Loa 1~••le•• Ca. 90012

'boa.. (11S) 620-2240

POI IMMlbIAfl IILIASI
le.1a~i.1 Karch 1. P.clft~ a.ll will p~o~ide its re81dlGt1al

e••to.era aODtbl, bill. vbicb ltee1•••ach charll OD the \tll.
~b. C.ltCor~l. P.blic Otllit18a Co••t ••toa i ••••d tb. order a8 •

re8ult of it. i.w••t1.atioD lDtD Pacific' •••rkctiD& pr acticea.
The .o.~ .i••ifie~.t chan,. lD ~he billiDI itemis.tion t.

t~e eapltci~ catelorteal 41stlnGt1oD ~.c.eeD b.,ic .erviee. aDd
optio.al ••r~lc... B••ic ••rvice iDcl.dee flat rite, .ea••red. or
lit.11ne ••rTiGCI. Optional ••rv1ces include ~ouchtoBe. Unii.ted
TelephDn., C.ll Bonu•••• Call WaitiGI_

Other ~h.~Je. vblck are .1r••d, 1te.i&ed aDd vlll coat1nue to
be It••lze4 1D~lu4e the '.deral Co••uDic.~ion. Co••i ••1oD Icce,.
eharl•• rate .urGhar•• , .tate reSul.torJ fe., CO••uD1~atiDD
ne.ic•• 'UDa. fo~ Deaf and Disabled, tas•• t aa& lata eharle••

OD aD interia b••i., P.e1fic 18 authorized CD lD~lvde For.taD
!zchaDle SetTie••o~tbl1 charles QAder '.ate .ervic•• aDd ForeiBn
!zchaftle S.rYlee ail••,e eharle. under optional ••rvices. !~~

PUC aranted the autbarlaat10D with the coa41tlon that Pacific
file, DO lat.r thaD JUDe 30. to eff,ett.el, inclUde both ror.ian
Excbau•• Ber,lce charles auder optional eeryiee••

Tad.,t. resolution 81ao direct. Pacific to .ubatt, ftO later
thaa A,rll 1, ••paclflc plan to it••i&e )tl11na for it. )ua1ne.a
cvato.era. April 1 1••1eo the beaianlDI Cate for quarterl,
reporta that '.ellie Quat 8ub.1t to ~eter.l!e if there i •• oeed
to ~nfor. Call 80••• ~••14aatiel ca.to.era of vhetb*r or Dot the,
b•••fit fro••~1 of the C.ll Bonus plaua. ~e••• oa the1r actual
toll ••••e patteta.. The resolution. -ABat.aualr .dopted today by
t~. tuC.1. effecti•• 1•••di.t.l1.

'"



STATE OF WISCONSIN
DEPARTMENT OF JUSTICE

For Release
Thursday
March 30, 1989

DONALD J. HANAWAY
ATTORNEY GENERAL

Mark t:. Musolf
Deputy Attorney General

For More Information Contact
Attorney Gene~al Don Hanaway.
608/266-1221
Assistant Attorney General
Steve Nicks 608/266-2426

STATEMENT BY ATTORNEY GENERAL DON HANAWAY

114 East. State Capitol
P.O. Box i85i
Madison. WI 53iOi·i85i
608/266·1221

The Wisconsin Public Service Commission has concurred

with the Wisconsin Department of Justice's recommendation for

further investigation and possible civil proceedings against

Wisconsin Bell for alleged violations of PSC rules on marketing

of optional residential telephone services.

The PSC decision came after DOJ presented to the PSC a

report of a preliminary investigation of Bell. DOJ conducted the

preliminary investigation.

The PSC asked our department in August of 1988 to

investigate allegations that, among other matters, Wisconsin Bell

was packaging optional services, such as touch-tone or call

waiting, with its basic rate in a manner not allowed by PSC
rules.

If this practice exists, it could lead to consumers

being forced to pay for unwanted or unnecessary phone services.

The state Justice Department's Office of Consumer

Protection and Citizen Advocacy interviewed more than 400 Bell

customers across the company's service territory from Superior to

Kenosha, Madison to Milwaukee and parts between.

The interviews were the most ever conducted in a

Department of Justice consumer case and suggest that sufficient
grounds exist to continue the investigation.

###
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5iATE Of WISCONSlfi
DEPARTr1ENT Of JUSTICE

DONALD J. HANAWAY
ATTORNf:Y G~N~RAL

Marl\ t, Musolf
Deputy Attorney Gl:n~ral

For more information contact
Attorney General Don Hanaway
608/266-1221

114 Cast. State C:lpitol
P.O. !Sox iSSi
;'1;:;1i5011, ~VI 53707-7857
6081 :;60-1221

For Release
Thursday
.July 27, 1989

MADISON Attorney General Don Hanaway announced today

the filing of a consent judgment under which Wisconsin Bell has

agreed to pay $1.2 million in civil forfeit~res and penalty

assessments to the state -- the largest forfeiture in the history

of the Wisconsin Department of Justice -- for "packing" optional

telephone services onto the bills of unsuspecting resi~ential

customers. The complaint alleged violations of both the state's

deceptive practices act and various Public Service Commission

rules.

Hanaway also said Wisconsin Bell will make full

restitution, including 8 percent interest, in a unique consumer

honor system refund program.

"Notices in clear language will be mailed by Wisconsin

Bell to between 500,000 and 1 million residential customers

announcing they can cancel various optional services they did, not

want or had not ordered and are entitled to a full refund,"

Hanaway said. liThe company also will take out full-page , .'

newspaper advertisements to alert the widest number of customers

about the restitution program."

He said individual refunds will range from a few

dollars to more than $500, and that customers will dec~de for

themselves whether they have refunds due them. ~

The services covered in the settlem~nt are Touch-Tone;

custom-calling features such as call-waiting, call-forwarding,

speed-calling and three-way calling; and optional calling plans

such as Value-Visit and Flex-A-Visit.

Hanaway said the alleged violations by Wisconsin Bell
were "widespread, frequent and willful."

"Customers were charged for cptional services often
without being told that such services were optional," the

Attorney General said. "0t~er times, cpticnal services were

- MORE -
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territory."

According to Hanaway, his 'investigaticri

customers were under the mistaken impression that

I: tt· rt-,_~.:.. ,*"~ ~7:~i ."'?:
pac;:.J.sej or "bu::.d::'~c" ·..Ii th oa~:·.:: "::12.:' ;:=:: ~:1 a ....'2.~' ' .. _"1"•.:;!(~-t.2 ;tJ g~._
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customers believe t:J.ey had to buy the :.J;Jticna.!.. ser I' 'es .;r-.i~:;=':'-~ ..L~:i:

, _ . .. - ;,4-,,' .....'¥ "-.;;~~,:-'Z~~ ':
special savings existed when, ln .cact, they dla '-:-Z; Th~e;t ::-~J~ ,,;"!'-:-":'~"

abuses were system-wide. We found violations in a l..f~e1t~viWf"':, ';"-i~. ~
',"1' .' '.... ;... " -.~ - -.;,... -.~... -

centers in the state and in all areas of - ,">~'::- _.;. _
~ ...... -.~ '-;;; .,- =:

iSC19S~i ~"nl~~-=~' .
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us t becaus,ec - :.
-~~:; .~"':

they had push button phones, they needed to pay ex ro. for 'lfijucb-.. .~-

Tone service. Many push-button phones work with~rt_:!t.. "i'
The restitution program covers a five-year~period·from

... I .

July 31, 1983, to July 27, 1988, Hanaway said. R~i~ential

customers who had a new or transfer of service order"during~this

period resulting in buying these services will receive a direct

notice from Bell. The newspaper ads are designed to reach people

who were customers, but currently are not.

There will be, in addition, a 1t ca tchup" 'restitution

program for about 13,000 Be~l customers who have already

cancelled certain services in response to a service i~emization

Bell did in its October 1988 bills, Hanaway said. These

customers will also be given the opportunity to reevaluate'

whether they want to continue Touch-Tone service. ,':'

"The cost of the forfeiture, penalty assessment,

administering the refund program, the refunds themselves and

defense of the suit, will not affect Wisconsin Bell ratepayers,"

Hana~ay said. "The entire cost will be borne by the company'~

shareholders."

The settlement was the result of one of the most

extensive inyestigations ever conducted by the Wisconsin

Department of Justice, Hanaway said. He said over 400 Bell

customers across the company's service territory were interviewed

from Superior to Kenosha, from Marinette to Hudson, frem Stevens

Point to Madison. Thousands of pages of documents were reviewed,
he said.

,
~ ,

The Wisconsin Public Service Commission asked for the

Attorney General's investigation in August of 1988. Hanaway

noted that the request was made to the Public Service Commission

by the Citizen's Utility Board, and he commended CUB for bri~ging

the ma:ter to the attention of the PSC.
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For Release
Friday
Feb. 9, 1990

MADISON -- Attorney General Don Hanaway said today he is

"very pleased" that 37,000 ~ustomers of Wisconsin Bell have

received or will soon receive $3.5 million in refunds from the

restitution program the utility was ordered to conduct after an

investigation by the Wisconsin Department of Justice.

Bell also was ordered to pay a $1.2 million penalty

the largest forfeiture in state history. All costs will be borne

by the Wisconsin Bell shareholders, not the ratepayers, Hanaway

said.

"Even though the restitution figures are not final, the

program worked," Hanaway said. "The average refund was $94.

Wisconsin Bell knew it made a mistake, and paid for it. The

company was cooperative. It did all we asked in making its

customers whole."

Hanaway obtained a consent judgment in 1989, and the

refunds were ordered after Bell was found to have violated the

state I S de'ceptive practices act and Public Service Commission

rules by packing optional telephone services onto the bills of

residential customers who did not know they were getting the

services or could not use them.

-MORE-



Bell was ordered to contact all eligible customers

(about 600,000) with letters about the refund program and

purchase full-page newspaper advertisements to reach former

customers.

The' services covered in the "restitution program are

Touch-Tone; custom-calling features such as call-waiting, call-

forwarding, speed-calling and three-way calling; and optional

calling plans such as Value-Visit and Flex-A-Visit.

"Touch-Tone was the main problem," Hanaway said, "and

the company has changed its sales practices."

The restitution program covered a five-year period from

July 31, 1983, to July 27, 1988.



SENATE • • • • • • • No. 429
By Mr. Shannon, a petition (accompanied by bill, Senate, No. 429) of

Charles E. Shannon, Michael W. Morrissey, Vincent P. Ciampa, Bruce E.
Tarr, Dianne Wilkerson and Timothy 1. Toomey, Jr., for legislation to
protect consumers from the unauthorized switching of long-distance
telephone service providers. Government Regulations.

In the Year One Thousand Nine Hundred and Ninety-Seven.

AN ACT TO PROTECT CONSUMERS FROM THE UNAUTHORIZED SWITCHING

OF LONG-DISTANCE TELEPHONE SERVICE PROVIDERS.

Be it enacted by the Senate and House of Representatives in General
Court assembled, and by the authority of the same, as follows:

1 Chapter 93 of the General Laws, as appearing in the 1994
2 Official Edition, is hereby amended by adding at the end thereof
3 the following new sections:-
4 Section 1. Definitions.
5 The following words shall have the following meanings:
6 "Letter Of Agency" ("LOA") means a document meeting the
7 form and content requirements of 47 CFR 64.1150.
8 "Interchange Carrier" ("IXC") means a long-distance telephone
9 service provider.

10 "Local Exchange Carrier" ("LEC") means a local service
11 provider.
12 Section 2. Complaint Procedure.
13 (a) Either a customer or an IXC may initiate a complaint that a
14 customer's IXC has been switched without the customer's prior
15 authorization.
16 (b) The customer or IXC shall file the complaint within sixty
17 (60) days after the statement date of the notice indicating that the
18 consumer's IXC has been switched.
19 (c) The customer of IXC shall file the complaint with the
20 Department of Public Utilities, for the purpose of this section
21 referred to as the department.

50


